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THE MAILING DATE OF THIS COMMUNICATION. 
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4a) Of the above claim(s) is/are withdrawn from consideration. 

5)D Claim(s) is/are allowed. 
6jfiQ Claim(s)ir2LL is/are rejected. 

7) U Claim(s) is/are objected to. 

8) D Claim(s) are subject to restriction and/or election requirement. 

Application Papers 

9) D The specification is objected to by the Examiner. 

10) D The drawing(s) filed on is/are: a)D accepted or b)D objected to by the Examiner. 

Applicant may not request that any objection to the drawing(s) be held in abeyance. See 37 CFR 1.85(a). 
Replacement drawing sheet(s) including the correction is required if the drawing(s) is objected to. See 37 CFR 1.121(d). 

11) D The oath or declaration is objected to by the Examiner. Note the attached Office Action or form PTO-152. 

Priority under 35 U.S.C. §119 

12) D Acknowledgment is made of a claim for foreign priority under 35 U.S.C. § 1 19(a)-(d) or (f). 
a)D All b)D Some * c)D None of: 

1 .□ Certified copies of the priority documents have been received. 

2.D Certified copies of the priority documents have been received in Application No. . 



3.D Copies of the certified copies of the priority documents have been received in this National Stage 
application from the International Bureau (PCT Rule 17.2(a)). 
* See the attached detailed Office action for a list of the certified copies not received. 



Attachment(s) 

1 ) SI Notice of References Cited (PTO-892) 
2nZrNotice of Draftsperson's Patent Drawing Review (PTO-948) 
3)Xl Information Disclosure Statement(s) (PTO-1449 or PTO/SB/08) 
' Paper No(s)/Mail Date . 



4) ED Interview Summary (PTO-4 13) 

Paper No(s)/Mail Date. . 

5) D Notice of Informal Patent Application (PTO-1 52) 

6) □ Other: . 



U.S. Patent and Trademark Office 

PTOL-326 (Rev. 1-04) 



Office Action Summary 



Part of Paper No./Mail Date 160505 



Application/Control Number: 10/666,238 Page 2 

Art Unit: 2645 

The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless - 

(e) the invention was described in (1 ) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

Claims 1,4-11, 14-22, are rejected under 35 U.S.C. 102(e) as being anticipated 
by Ginsberg 730. 

Ginsberg teaches a call center (100) that gives the calling customers a visual 
presentation of the organizational structure, and thereby enabling the customer to 
directly route the call to a particular agent who is most able to address the customer's 
needs, col. 2, lines 44-49. Ginsberg's call center/ telemarketing system is over the 
Internet as disclosed in col. 3, lines 10-30, where he discloses that a call placed to the 
"self-routing call center" 100 originates from a customer's interactive display device 
(175). The customer's display device uses an Internet browser program through which 
a customer will initiate a communication to the desired organization to whom the 
customer wishes to contact. Ginsberg discloses a server (200), col. 3, lines 20-25, that 
will download applets to the customer's PC terminal so that the customer can browse 
through a website. The call center's server will receive requests for the ordering of 
products from the customer, as well as product support and customer service, col. 3, 
lines 35-42. In lines 46-50 of col .3, Ginsberg discloses that if the customer selects the 
product ordering icon 63, an applet will generate a new display map at the customer's 
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terminal, which presents a list of products. In col. 4, lines 49-58, Ginsberg discloses 
that if an agent is unavailable, the server will generate an icon for the customer to leave 
a message for the agent; and in col. 5, lines 18-23, it is disclosed that the server 200 will 
generate a queue icon allowing the customer to enter the agent's queue. Therefore, if 
the customer's preferred agent is available the server will route the customer's request 
to the available agent, and if the customer's preferred agent is unavailable the server 
will route the call to the preferred agent's queue or route a message from the customer 
to the agent. In col. 6, lines 7-8, Ginsberg discloses that the server 200 contains 
mechanisms for enabling user manipulation of the queues. The manipulation/ manual 
adjustment features of server 200 include add/drop capability, interrupt capability, col. 6, 
lines 16-19. In lines 23-39 of col. 6, Ginsberg discloses the capability of a supervisor to 
manually adjust a queue, especially lines 33-39. Regarding claims 4-10, Ginsberg 
discloses in col. 6, lines 27-39, that a supervisor's terminal display can show the identity 
of customers and their queue status, e.g., those wishing to place a sales order, or 
information on those customers just browsing the product catalog. With this knowledge 
in hand, the supervisor may increase the number of available agents in that particular 
product area, or assign a specific agent to a preferred customer that is waiting. To 
increase the number of sales agents or to assign a specific sales agent to a preferred 
customer, the supervisor will necessarily have to know which agents are active, their 
workload, a profile of which agent might specialize in which product. 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 
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(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 2, 3, 12, 13, 23-29 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Ginsberg 730. 

Ginsberg never specifically discloses that the manual adjustment of the queues by 
the supervisor is conducted over the Internet. However, Ginsberg does disclose in col. 
3, lines 10-20 and in col. 5, lines 45-50, that the server provides information to customer 
over the Internet by mentioning browser programs Navigator & Explorer. And, since in 
col. 6 Ginsberg disclose that the same server 200 allows the supervisor to manipulate 
the queues, this disclosure would allow a person with ordinary skill in the art to have 
found it obvious to manually adjust the queues over the Internet, if it's not inherent that 
Ginsberg is already doing this. 

Any inquiry concerning this communication should be directed to Creighton H. 



Smith at telephone number 571/272-7546. 
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